COMMONWEALTH OF KENTUCKY
BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of:

AT&T COMMUNICATIONS OF THE SOUTH CENTRAL
STATES, INC.; MCI TELECOMMUNICATIONS
CORPORATION; SPRINT COMMUNICATIONS
COMPANY L,.P.; AND WORLDCOM, INC.,

D/B/A LDDS WORLDCOM

V. CASE NO., 55-396

BELLSOUTH TELECOMMUNICATIONS, INC., D/B/A

)
)
}
}
)
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}
)
;
SOUTH CENTRAL BELL TELEPHONE COMPANY )

)

)

DEFENDANT

QRDER _TO SATISEY OR ANSWER
BallScuth Telecommunications, Inec., d/b/a South Central Bell

Telephone Company ("South Central Bell") is hereby notified that it
has been named as defendant in a formal complaint filed on
September 6, 1595, a copy of which is attached hereto.

Purpuant to 807 KAR 5:;001, Section 12, South Central Bell is
HEREBY ORDERED to gatisfy the matters complained of or file a
written answer to the complaint within 10 days from the date of
pexrvice of this Order.

Should documents of any kind be filed with the Commission in
the courpe of thie proceeding, the documents shall also be served

on all parties of record,



Done at Frankfort, Kentucky, this l4th day of September, 1995,

PUBLIC SERVICE COMMISSION

ommigssalonar

ATTEST:

f
E_Q_DZ;« M ;-O/Q:L__
Xecutive Director
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JOINT COMPLAINT
AT&T Communications of the South Central States, Inc.

("AT&T"), MCI Telecommunications Corporation ("MCI"), Sprint
Communications Company L.P. ("Sprint") and WorldCem, Inc.,
d/b/a LDDS WorldCom ("LDDS WorldCom"l, collectively referred
to herein as "Petitiocners"), hereby file this Joint
Complaint, pursuant to 807 KAR 5:001 Section 12, against
BellSouth Telecommunications, Inc., d/b/a South Central Bell
Telephone Company ("BellSouth"), with respect to certain —
antl-competitive methods and procedures adopted by BallSouth
regarding the implementation of the Commission's December
29, 1994 intraLATA presubscription order.

1, The Petitioners are duly authorized providers of
telecommunications services in the Commonwealth of Kentucky.

The Petitioners will soon become competitors of BellSouth in

! LDDS Communications, Inc. (d/b/a LDDSMetromedia Communications) recently changed its
corporate name to WorldCom, Inc. (d/b/a LDDS WorldCom) and is in the process of notifying all
sppropriate agencics,



Kentucky for the provimion of intralLATA presubscribed toll
calle. ATLT has a principal office and place of businaes at
1200 Poachtree Btreet, N.E., Atlanta, Georgia 230309. MCI
has a principal office and place cof buainosa at 780 Johnson
Ferry Road, Buite 700, Atlanta, Gecrgia 230342, 8print has
a principal office and place of business at 3100 Cumberland
Cirole, Atlanta, Georgia 30339, LDDS WorldCom has a
principal office and place of business at 515 East Amite
Street, Jackeon, Misalessippi 39201,

2. BellSouth Telecommunications, Inc., is a Georgla
corporation doing business in the Commonwealth of Kentucky
undar thae name of South Central Bell Talephone Company, with
its principal office and place of businaees in Kantucky
located at 601 Weot Chestnut Street, Louisville, Kentucky
40203, BellSouth is a public utility engaged primarily in
furnishing local exchange and intralLATA toll telephone
sorvice in tho Commonwealth of Kentucky.

3. By order dated December 29, 1994, in
Administrative Cape 323, the Commission ordered the
implementation of intraLATA toll service on a presubscribed
bagis. On October 22, 1995, certain of BellScuth's central
offices in Kentucky sre scheduled for conversion to
intralLATA equal accoss.

4, For the past several months, the Petiticners and
other intarexchange carriers ("IXCs") have been negotiating
in good faith with BellSouth concerning the details of
implementing intraLATA presubscription in Kentucky. Despits



the objections of the participating IXCs, BallSocuth intends
to implement certain unreasonable and discriminatory
practices and procedurea associated with the implementation
of intraLATA presubsacription. BellSouth intends to leverage
is poaition as the monopely provider of local telephons
service to discriminate in favor of its own compatitive
sarvices. If allowed to go into effect, BellSouth'as
proposed practices and procedures will impede the
development of competition, deny customers the right to make
a fully informed decision about thelr choice of intraLATA
service providers and frustrate the intent of the
commisasion's Orders of March 29, 19%0, May 6, 1991 and
December 29, 1994 herein.

5. Specifically, BellSouth proposas to leverage its
poaition as the monopoly provider of local telephone
service, by adopting certain anti-competitive practices,
including, but not limited to:

(a) implementing procedures, as saet forth in ita
"IntraLATA Presubscription Customer Contact Information", a
copy of which is attached hereto and incorporated by
reference herein as Exhibit "A", that will unfairly snable
it to market its intralATA service to customers who call
BellSocuth to establish new local exchange service or to add
a line, prior to advising the customer that other choices of
intraLATA carriers are available. In addition, BellSouth's
service representative script in Exhibit A at page 2

inadegquately defines the intraLATA calling area as calls to



“cities in nearby communitias/locationa® instead of limiting
the deascription to calla “gutside of the basic local calling
area." Furthermore, BellSouth intands to utilize customer
data that it obtains as a result of being the monopoly
provider of local exchange gervice to market its intralATA
sorvice to customors who call BallSouth for other reasons
(e.g., repair service) and whe have not salectaed BellSouth
as their carrier for intraLATA toll callas. In specific
inatancea and as an overall tone, Exhibit A encourages
BellSouth cuatomer service representatives to make a "sales
pitch" on avery call with potential or existing local
exchange seorvice customars that they should selact or retain
BallScouth as thair intralLATA carrier. If implemented, these
procedures will give BellScuth an unfair advantage, impade
other carriers' ability to compete for intraLATA customaers,
and, thereby, stifle competition;

(b) charging each existing customer a primary
interexchange carrier ("PIC"} change fee to initially select
an intralATA carrier other than BellSouth during
prasuhacription., BellSocuth also propcses to charge
customers separate intarLATA and intraLATA PIC change
charges when the customer selacts an interLATA and intral.ATA
carrier at the same tima, This procedure will unjustly
incent such customars to remain with BaellSouth;

{(¢) placing on customar bills and in telephone
directories massages that mislead customers into thinking

that BellSouth is the “owner" of intralATA toll traffic and



that are inadeguate to inform customers (i) that they have a
choice of intraLATA toll carrieras, (ii) which carriers they
may choose, and (iii) when they will incur PIC change
chargea;

(d) boing the dafault carrier for thome customers
who are either undecided or who choome the no PIC coption,
instead of establishing a procesa that would fairly asasign
these customars to an intralATA carrier;

(a) implemanting dismcriminatory operater call
completion procedurea if the customer wishes to place an
intraLATA operator toll call as opposed to an interLATA
opaerator toll call. BallSouth doas not intend te inform the
customer that the call the customer desires to place is an
intraLATA toll call and offer tha customer the choice of
having the call placad by the customer's deasignated
intralATA toll carriar, which BellSocuth should be required
to do. These discriminatory procedures unfairly leverage
BallSouth's provision of local operator service to maximize
BallSouth's intralATA oparator toll traffic; and

(£) routing 411, 1+5%5-1212 or HNPA+555-1212
directory assistanco calls to itsalf, complete those calls
and bill the customar BellSouth's directory assistance
rates. BellSouth should be rogquired to direct 1+555-1212
and HNPA+585=-1212 directory assistance calls to the
custemer's presubecribed intralATA carrier. BellSouth
currently directs FNPA+555-1212 directory assistance calls

to the customer's presubscribad intarLATA carrier for



completion and billing. If BallSouth is allowed to
implemant diecriminatory directory assistance connection
procedures and, potentially, discriminatory call completion
procedures after connection to directory assistance,
BellSouth will be able to unfairly leverage the provision of
directory assistance to market its intralATA toll services,

6. As notaed in paragraph 5(a) above, BellSouth has
proposad procedures for naew local edchange sarvica customars
and existing local exchange sarvice customors who wish to
add a line at their location. BellSouth has not identified
the procedures it plans to fcllow for "moving customers",
that is, an existing BellSouth local exchange service
customer who moves to another location in BellScuth's local
exchange territory. These procedures neaed to be identified
and approved by the Commission before the intralATA egqual
access implementation process begins.

7. Despite numerous attempts over the past saveral
months by the Petitioners and the other IXCs to negotiate
with BellSouth for fair, reasonable and nondiscriminatory
methods and procedures to effectuate the implementation of
intralATA equal access, including the implementation of
intralATA equal access of public and semi-public pay
telephones, the negotiations have reached a stalemate on the
issues set forth in this Joint Complaint.

8. Prior to the negotiations reaching a deadlock with
respect to the above issues, including the details of

implementing intralATA equal access for public and semi~



public pay telephones, BallSouth filed changes to its Non-
Traffic Sensitive Revenue Reguirement and IntraLATA Egqual
Access Cost Recovery Tariff, effective July 1, 1995, that,
among other things, provides that the owner of public¢ and
semi-public pay telephones has the right to select the
primary carrier for intraLATA toll calls. This provislon is
in diract conflict with the presant interLATA
presubscription method whereby the premises owner selacts
the primary carrier for interLATA long distance calls.
Sprint, AT&T and MCI filed motions on June 19, 20 and 27,
1995, respectively, to intervene in BellSouth's tariff
filing which the Commission granted by order dated June 30,
1995, in Administrative Case 95~285,.

9. The Commisaion has set a procedural schedule in
Administrative Case 95-285 for the intervanors to file
written comments. Bacause the issues raised in this
Complaint and in Administrative Case 95-285 arise out of the
negotiations betwaen BallSouth and the Petitioners and the
other participating IXC's raelating to the practices and
procaedures for implementing intralATA egual access on fair,
reasonable and nondiscriminatory basie in accordance with
the Commission's December 29, 1994 Order in Administrative
Case 323, it would be administratively efficient for the
commisslion teo combine these mattars for consideration and
decision in the same proceeding. Therefore, Petiticners
respectfully request that the Commission join this Complaint

with Administrative Case 95-285 and revise the procedural



schedule to set these matters for hearing at the earliest
possibla date.

WHEREFORE, based on the foregoing reasons and given the
imminent conversicn date of BellSouth's central offices for
tha implementation of intralATA egual accesa, the
Petitioners respectfully raguest the Commission combine thia
Joint Conmplaint with the BellSocuth tariff filing docket,
revise the procedural schedule in Administrative Case 95-
285, set these matters for hearing on an aexpedited basis and
require BellSocuth to implement presubscription practices and
procedures that are in the best interest of consumers and
that are nondiscriminatory, failr, just and reasonable to all

providers of intralATA toll service.



Dated this 6th day of Soptember . 1998

Reapactfully Submitted,

BN M-

Eric L. Iaon
Holland N. McTyairae, V

GREENEBAUM DOLL & MCDONALD

300 First National Tower

Louisville, Kentucky 40202
502) 589-4200

Robin D. Dunaon

AT&T COMMUNICATIONS OF THE
SOUTH CENTRAL STATES, INC.
1200 Peachtree Straet, N.E.
Atlanta, Georgia 30309
(404) 810-8689

COUNSEL TO AT&T COMMUNICATIONS
OF THE BOUTH CENTRAL STATES,
INC.

C \oud

C. Kent Hatfliel

MIDDLETON & REUTLINGER

2500 Brown & Williamson Tower
Louisville, XKentucky 40202
(502) 584-=1135%

Meaivo. Vel

Martha McM n

MCI TELECOMMUNICATIONS
CORPORATION

780 Johnson Ferry Road
guite 700

Atlanta, Georgia 30342
(404) 843~6375

COUNBEL TO MCI
TELECOMMUNICATIONS CORPORATION
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SPRINT COMMUNICATIONS COMPANY
LIP.

3100 Cumbearland Circle
Atlanta, Georgia 30339

(404) 855=5145 ,
bk ol
ﬁohn N. Hughe,i

124 West Todd Straeet
Frankfort, Kentucky 40601
(802) 227=7270

COUNBEL TO BPRINT

c/fgffgg;;nemons OMPANY L.P.

212 Washington Stree
Frankfort, Kentucky
(502) 223-4723

40601

COUNSEL TO WORLDCOM, INC,
d/b/a LDD8 WORLDCOM
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ICATIONS ®

Exhilot t A BELLSOUTH

Riohard 8, Robertson South E&FY
Sales Vice Preaident 3838 Coionnade Parkway
Birmingham, Alabama 33243

ERDLOBOPBT?
June 16, 199%
TO1 Interconnaction Customers

SUBJECT: 1+ IntralATA Presubscription - Customer Contacts

In cur May 18, 1995 IC Workshop, wa comnitted to provide you
revised information concerning the procadures BallSouth would
use in ocustomer contacts in the IntraLATA Presubscription
environment, as well as the procedures currently used in the
InterLATA environment.

Enclesed is a document with Bcripts or other educational
information for the variocus departments within BellSouth with
employees who handle direct contact with end users for both the
IntralATA and InterLATA environments. The only changes in the
IntraLlATA procedures discussed in the May 18, 1995, workshop are
thosa to be used by the Equal Access Service Center. There havae
bsen no othar changes to the IntralATA procedures. This
information will be covared again in the IC Workshop scheduled
for July 20, 1995.

Please refer any questions regarding this subject to your
BellSouth Account Team Representative or Michael Hurst at
205 977-1103

Sinceraly,

Al it
elocd 0 et
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BELLSOUTH

INTRALATA PRESUBSCRIPTION
CUSTOMER CONTACT INFORMATION

1) Customer Operations Units
- Consumer Services
- Small Business Services
- BellSouth Business Systems

2) IPCS
= Public Communications
= Interconnection
o Enhanced Service Providers
© Independent Payphone Providers
© Equal Access Service Center
- Operator Services

4) Network



BELLSOUTH

INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

CUSTOMER OPERATIONS UNITS



COU INTRA Page 1
BELLSOUTH
CUSTOMER CONTACT INFORMATION
CUSTOMER OPERATIONS UNITS

CONSUMER, SMALL BUSINESS, BELLSOUTH BUSINESS SYSTEMS X
C

2 ¢
NEW CUSTOMER (Meaning N and T orders) - A © M(_?O'\-) \cgj\"!'d\

Order of sales nagotiation '
1) Local and vertical sales {(sama as today)
2) IntraLATA
- 3) IntarLATA (same as today)

Approach on IntraLATA

- Generic explanation that customer has a cholce of carrier to
carry calls to nearby communities

- BST also carries thoss calls

~ BST offers its services

-~ Ask customer if they would like to know the names of the other
companies who carry these calls
0 If yes - read names in random order (including SB/SCB)
o If no - PIC to BST

EXISTING CUSTOMERS
Approach on generic inquiry

o Explain customer has choices
o Explain BST offers the service



COU INTRA Page zu'_, v
N & T Customer Handling ™

Up Front Statement (New customar adding a line)

Mr./Mrs. Customer due to recant changes in' the competitive
area/environmant Xnu now need to choose a carrler to carry calls
you make to + cities in nearby communities/locations.

Southern Bell will be happy to continue to handle Iour calls for
you. We offer volume discount and there is no calling plan to
sign up for.

I also have a list of other companies who can carry thase calls.
Would you lika me to read the lipt to you?

Usé this table to dotermine action to take.

If customer Then you will . . And . . .

responds . . .

Yes Read names of enter/select chosen
available carriers carrier for ordar

No Thank customer for populate/select BST
allowing up to be LPIC of 0377 & LPCA
carrier of choice of "BO" (bus ofc)

I'm not sure Explain that we will populate/select BST
carry calls to nearby LPIC of 0377 and LPCA
communities until of "UN" for undecided
notified of any change and advise no charge
in customer’'s choica. will apply for order

issued to designate
initial PIC selection

What are volumae Explain volume populate/select customer’s
discounts? discountgs choice of carrier

*Nearby communities/locations are defined as calls made outside of the
local call area.



COU INTRA Page 3
Following are some guidelines to which we will adheru:

- Never provides information about a particular carriers' services
rates or othar information which could influence customer's choice.
- Do not exprots prefarance ior ona carriar ovar anothar.
- Eo nogkdisculu vartical services at same time you are discussing
ntralATA.

Lipted below are example and non~axampla situations.

EXAMPLE Cuptomer acks, "Who has tha lowest rates?" SR must
advise that ha/phe does not know thip information.

NON~EXAMPLE Customer raquests rate comparison information. SR
— states that tha TV commercial mentioned that South Coast
was lote cheaper than Dynamics.

EXAMPLE Cupstomer asks, "Who do you recommend?" SR responds that
he/she can not cffer any recommendations.

NON=-EXAMPLE Customer agks, "Who do you uga?" SR responds, "ATeT",

EXAMPLE Now that we hava finished discuaszsing your call
arrangements let’'s got a telephone number for you,

NON~EXAMPLE SR says "Let's go ahead and choose your community
carrier while you’re thinking about your decision en the
other calling features.



Existing customers can call us or ona of tha carriers.

COU INTRA Page 4

When they call

us we should use the following chart to decide what action to take.

If customer
requaest iz . . .

Ganeric

Keep BST

LPIC for Specific
Carrier

For List of
Carriers

Then you will . . ,

Explain to the customer hea/she

has choice of carriera. Make a
zalas pitch to the customer for
them to keep BST as thair LPIC.

Review
NPA NXX already convarted.

e W T S Gy e T S wn T W e e T

If NPA NXX has converted . . .

If NPA NXX has not converted .

Explain he/she has choices.
Exglain BST offers servicas.
Make a salaes plteh for customer
to keep BST as their carrier.

Refer customer to 7727

to see if

Then « +

Isguae order with
salacted choicae.

. W B T W W S

Issua "R" order.
Change LPCA from
Iibr " to IIBOII

Issue 77727

Iague order with
selacted choice.

XXXXX



COU INTER Page 1
PRESUBSCRIPTION
... CUSTOMER CONTACT SCRIPTS

<;£EffRLATA\§yVIRQHHENT DISCLOSURE STATEMENTS

=" CURRENT WORDING
CUSTOMER OPERATIONS UNITS

EQUAL ACCESS DISCLOSURE STATEMENTS

A. UP-FRONT STATEMENT (RSC/RSC/VPC

"SCB/SB will be handling long distance calle within your calling zona,
you need to choocse a Long Distance Carrier to handle calls made to
places cutside your SB/SCB calling zona., I have a list of companias
serving your address, 1f you'd like for me to raad them to you."

When the regquest is for a Fedcral Government account, the contact
personnal may ask the following questions of the ierlon placing the
orders Will you be making a choice of the Long Distance Carrier or has
that cholce been made b{ somaone else? If the person placing the order
indicates that he/she will ba making the choice, then tha contact
personnal should continue with the disclosure statemant,

If tha person is not authorized to make the choice, no further
disclosura is necessary.

As socon as the pubscribor indicates he/she understands the up-front
statement and chooses a Carrier, no further disclosure is naecessary.

The subpcriber is adviped to contact the palected Carrier to establish
a billing account.

Should the subscriber indicate ha/she 1ps not familiar with Equal Access
or does not undergtand your request, the following statement is given:



A Y

COU INTER Page 2
DISCLOSURR STATEMENT (RSC/BSC/VEC)

“You live in an area where you can choose a Primary Carrier to handle
and bill calls you make outside your calling zona. If you do not

choose a primary carrier and you want to place 1+ or O+ calls outside
your area, a special access code will be reguired from the company you
wigsh to handle the call. The companies available are o

o Dffer carrier information from COFFI/CARRIER Screen.

0 The subscriber is advised to contact the Carrier to establish an
account.

NOTE: Do not refer customers to U. S. Sprint unless customer reguests
Sprint telephone number.

B."UNDECIDED" DISCLOSURE STATEMENT (RSC/BSC/VPC/ONLY) {m=—=

When the subscriber is undecided about a Carrier selaection and reguests
to "shop" for a Carrier, provide the following statement:

“Mr.Subscriber, since you are not ready to select a Prefarred Long
Distance Company, you cannot complete l+ or 0+ calls outside your
SB/SCB calling area. It will be necessary for you to use an access
code from the company you want to handle these calls. You will be
restricted from reaching a long distance company operator when dialing
00- and SB/SCB will no longer provide operator assistance in reaching a
long distance Carrier for the completion of an interLATA call. Also
you must dial 10XXX+0 to reach an intsrLATA opasrator. The calls you
will be able to complete are:

-1+ or O+ calls within SB/SCB’s calling area,
~-Calls to 800 and 900 numbers

~Calls to Directory Assistance

-0 dialed calls to reach SB/SCB’'s operator

The subscriber may contact different Carriers for rates and/or other
information prior to making a PIC cholce.
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The subscriber is advised to contact the selected Carrier, once a
choice is made to establish and account.

IMPORTANT! Advise subscriber that a PIC change charge will not
apply when a preferred Carrier is selected.

NOTE:1 If a subscriber raquests to be connected to an interexchange
carrier and that interexchange carrier is participating in Operatoer
Transfer Service {OTS) SB/SCB's Operators can hand off that call. The
Carriers support this service with per-call fees. Refer to Operator
Transfar Sarvice Operating Standards for more information.

€. "NON-QUOTE"DISCLOSURE STATEMENT"

When a subscriber selects a Carrier that is listed on the
"Non-Quote/Non-Negotiate* screen in COFFI/CARRIER Screen, the following
disclosure statement should be provided:

"Mr.Subscriber, (name of 1C) is providing a service in your area;
hovaver, it is a unigue type service, (describa service from
description on screen) and requires you to negotiate the service with
them directly. The Carrier‘’s telephone number is .

The subscriber must be advised that another preferred Carriar selaction
(or PIC RONE) must be made in order to process the order for local
telephona service and that a PIC change charge is applicable if the PIC
is changed to the "Non-guote" IC later.

If a subscriber placing a T&F order is presently PICed to the non~gquote
IC and the IC is serving the new address, use the following statement:

"Mr. Subsecriber, my records show your present Long Distance Co. is
{name of PIC on reccrd). Do you wish to keep this Carrier as your
preferred Carrier at your new address?"

If the subscriber wants to keep the same PIC, the order should be
generated with tha non~guoted IC.

NOTE: PIC NONE is not applicable for Public/Semi-~Public.
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D. "EQUAL ACCESS - T&F" - DISCLOSURE STATEMENT {Applicable only if same
Carriaer Avallable) :

"Mr. Subscriber, my records show that your presént Long Distance
Company is . Do you wish to keep the same Carrier at your

new address?"

- IF YES: "Please call (Carrier of record) to change your
address and {if applicable) telephone number."

"REFER FCR BILLING" -~ Subscribers salecting a Long Distance Company
must be advised to contact that company to establish a billing account.

E. "PIC NONE" - DISCLOSURE STATEMENT (RSC/BSC/VPC ONLY)

when the subscriber does not want a Preferred Long Distance Company,
provide the following statement:

"Mr. Customer, since you have not selected a preferred Long Distance
Company, you cannot complete 1+ or 0+ calls outside your SB/SCB calling
area. It will be necessary for you to use an access code from the
company you want to handle those calls. You will be restricted from
reaching a Long Distance Company operator when dialing 00 -~ and SB/SCB
will no longer provide operator assistance in reaching a long distance
Carrier for the completion of an interLATA call. Also, you must dial
10XXX+o to reach an interLATA operator. The calls you will be able to
complete are:

© 1+ or 0+ within SB/SCB calling area,

0 Calls to 800 or 900 numbers,

© Calls to Directory Assistance,

0 0 dialed calls to reach a SB/SCB operator."

The subscriber is advised:

"Should a preferred company be chosen at a later date, you should
contact the Long Distance Company chosen, to establish an account and
tg subTit the subscription order. A PIC change charge is applicable at
that time."
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F. "NON-NEGOTIATE IC" DISCLOSURE STATEMENT

when "Non-Negotiate" is raeflected on the COFFI/CARRIER Screen, -our
Contact Personnel will quote that IC along with all of the other listed
Carriers in the normal manner. If a subscriber reguests the
“Non-Negotiate" the Contact Personnel must advise the subscriber that
this Carrier has requested that Southern Bell/Scuth Cantral Bell not
accept orders for them and that the subscriber should contact the
Carrier. Explain to the subscriber that in order to process their
requast for local service, the subscriber must make another Carrier
selection or choose the non-Presubscription option. Explain that a PIC
change is agplicable to change to the "Non-Negotiate" Carrier
selection, if the Carrier submits an order on the subscriber's behalf
at a later date.

Exception:
T&F order, if subscriber already has the "Non-negotiaste"
Carrier and is moving in the same wire center, the Contact
Personnel may isgsue the order using that same IC.
DISCLOSURE STATEMENT

"Mr. Subscriber, (name IC) is serving your area but requests that you
cgég thzm directly to discuss service arrangements. Their telephone
n er is - "
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BELLSQUTH
CUSTOMER CONTACT INFORMATION
IPOS
PUBLIC COMMUNICATIONS

IntraLATA Presubscription Disclosure Statement

Southern Bell/South Central Bell will be handling long distance calls
made from the Public/Semi-Public telephone located on your premises
which are to points within your Southern Bell/Socuth Central Bell
calling zone. You will need to choose a long distance carrier to
handle 0+ dialed calls made from the pay telephone to points outside
your Southern Bell/South Central Bell calling zones. I have a list of
companies serving your area if you would like me to read them to you.



PUBLIC INTER Page 1
PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
IPOS
PUBLIC COMMUNICATIONS

EQUAL ACCESS DISCLOSURE STATEMENTS
UP-FRONT STATEMENT (PUBLIC/SEMI-PUBLIC)

"You need to choose a Long Distance Company to handle 0+ dialed calls
from the Public/Semi-Public telephone on your premises to points
cutside your Southern Bell/Scuth Central Bell calling zone. I have a
list of companies serving your address if you would like for me to read
.them to you."

DISCLOSURE STATEMENT (PUBLIC/-SEMI-PUBLIC)

"Your Public/Semi-Public telephone is located in an area where you
should make a choice of a Long Distance Company to handle O+dialed
calls made from this telephone to points outside your South Central
Bell/Southern Bell calling zone. The companies availablae

are .



BELLSOUTH
INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

IPOS
INTERCONNECTION
ENHANCED SERVICE PROVIDERS
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N & T Customer Handling

Up Front Statement (New customer adding a line)

Mr./Nrs. Cusztomer due to recent changes in the competitive
area/environmant {ou now need to choose a carrier to carry calls
you make to v cities in nearby communities/locations.

Southarn Bell will be happy to continue to handle your calls for
you.

1 also have a list of other companies who can carry these calls.
Would you like me to read tha list to you?

Use this table to determine action to take.

If customer Then you will . . . And . . .

responds . .

Yes Read names of enter/select chosen
available carriers carrier for order

No Thank custemer for populate/select BST
allowing us to be LPIC of 0377 & LPCA
carrier of choice of "BO" {(bus ofc)

I'm not sure Explain that we will populate/select BST
carry calls to nearby LPIC of 0377 and LPCA
communities until of "UN" for undecided
notified of any change and advise no charge
in customer’'s choice. will apply for order

issued to designate
initial PIC selection

What are volume Explain volume populate/select customer’s
discountse? discounts choice of carrier

*Nearby communities/locations ara defined as calls made outside of the
local call area.
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Following are some guidelines we must adhere to!

- Never provide information about a particular carriers’ services,

rates or other information which could influence customar’s choice,
- Do not express preference for one carrier over another.

- Do not discuss vertical services at same time you are discussing

intraLATA.

Listed below are example and non-example situations.

EXAMPLE

NON-EXAMPLE

—

EXAMPLE

NON-EXAMPLE
EXAMPLE

NON-EXAMPLE

Customer asks, "Who has the lowest rates?" SR must
advise that he/she does not know this information.

Customer requests rate comparison information. SR
states that the TV commercial mentioned that South Coast
was lots cheaper than Dynamics.

Customer asks, "Who do you recommend?" SR responds that
he/she can not coffer any recommendations.

Customer asks, "Who do you use?” SR responds, "ATaT",

Now that we hava finighed discussing your call
arrangements let’s get a telephone number for you.

SR says "Let's go ahead and chocose your community
carrier while you’'re thinking about your decision on the
other calling features.



Existing customers can call us or one of the carriers.

ESP INTRA Page 3
When they call

us we should use the following chart to decide what action to taka.

If customer
request is . . .

Ganeric

Yeep BST

LPIC for Specific
Carrier

Por List of
Carriers

Then you will . . .

Explain to the customer he/she

has choice of carriers.

Review to se
NPA NXX already converted.

If NPA NXX has converted . .

If NPA NXX has not converted

Explain he/she has choices.
Explain BST offers service.

Refer customer to 227727

e if

Then + « »

Issue order with
selacted choice.

Issue "R" order.
Change LPCA from
“DF" to "BO

1]
S T e S W

Issue 22?27

Issue order with
gselected choice.

XXXXX
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PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
iPr08
ENHANCED SERVICE PROVIDERS

The information exhibited in the Customer Operations Units soction of
this document beginning on COU INTER Page 1 is also used in the BSP
Cantar for InterLATA customer contacts. Pleaso reference that ssction
of the document for daetalls.
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N & T Customar Handling
Up Front Statament (New customar adding a line)

Mr./Mrs. Customer dua to receant changea in the compatitive
arsa/environment you now need to choose a carrier to carry calla
you make to + cities in nearby communities/locations.

Southern Bell will be happy to continue to handle your calls for
yOou.

I alsoc have a list of other companias who can carry these calls.,
would you like ma to road the list to you?

Uge this table to determine action to taka.

If customar Then you will . . . And . .

responds . .

Yas Read namas of enter/select chosan
avallable carriars carrier for order

No Thank customer for populate/select BST
allowing us to be LPIC of 0377 & LPCA
carrier of choice of "BOY (bums ofc)

I'm not sure Explain that we will populate/select BSYT
carry calls to naearby LPIC of 0377 and LPCA
communities until of "UN' for undecided
notifisd of any changa and advise no charge

in customer's cholce., will apply for ordsr
. iserued to dosignate
initial PIC salection

What is voluma Explain volume pepulata/select customar’s
discounts choice of carrier

«Nearby communities/locations are defined as calls made outsids of the
local call aroa.
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Following are some guidelines to which wa will adhere:

- Never provide information about a particular carriars’ services,
ratea or other information which could influence customer‘’s choica.
- Do not express preference for one carrier over anothar.

- Do not discuss vertical services at same time you ara discussing
intralATA.

Listed below are example and non-example situations.

EXAMPLE Customer asks, "Who has tha lowest rates?" 5R muszt
advise that he/she does not know this infocrmation.

NON=-EXAMPLE Customer requests rate comiarilon information. SR
- states that the TV commercial mentioned that South Coast
was lots cheaper than Dynamics.

EXAMPLE Customer asks, "Who do you recommend?" SR responds that
he/she can not offer any recommandations.

NON=EXAMPLE Customer asks, “Who do you use?" SR responds, "AT&T".

EXAMPLE Now that we have finished discussing your call
arrangements let's get a telephone numbar for you.

NON=-EXAMPLE SR says "Let’'s go ahead and choose your community
carrier while you’'re thinking about your deciegion on the
other calling features.



Existing customars can call us or ona of the carriaers,

IPP INTRA Page 3
When thay call

us we should use the following chart to decide what acticn to taka.

If cusztomer
regquaest iz , . .

Ganeric

Keep BST

LPIC for Spacific
Carrier

For List of
Carriers

Then you will . . o

Explain to the customer he/sha
has choiqe of carriers.

Review to sees if
NPA NXX alraeaady convertaed.

T L L L L - -

If NPA NXX hap converted . . .

IZ2 NPA NXX has not convarted . .

Explain he/she has choices.
Explain BST offers service.

Refer customer to 7?7?77

Thean « +

Iasuo order with
sealacted cholce.

Issue "RY ordar.
Change LPCA from
IIDFI! to Nnol\

Issuve 7717

Iasua order with
salected choice.

XXXXX
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PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
IPrCS
IRDEPENDERT PAYPHONB PROVIDERS

The information exhibited in the Customer Operations Units section of
this document beginning on COU INTER Paga 1 ig also used in the IPP
Coenter for InterLATA customer contacts. Pleass referance that section
of the document for daeatails.
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Revised June 7, 1995
UNAUTHCRIZED PIC SCRIPT
(Draft)

Following is the suggested script that will be used when a customer
calls in claiming an unauthorized change in their carrier for IntralATA
calls:

Rep: BellSouth Equal Access Service Center, this is Jana Smith,
how may I help you?

Customer advises that ha/she is subscribed to Carrier XYZ incorrectly.

Rept Mr./Mrs. Customer, I will be glad to assist you. What is your
name, area cocde and telephone number?

Customer responds appropriately.
(The Rep accesses the customer's record to verify the PIC).

Rep: Mr./Mrs. Customer I have accessed your record. Wa show that an
order was placed on your behalf by XYZ company indicating service

was negotiated with them to handle your long distance calls to
nearby communities inside of the South Central/Southern Bell

calling area on (PCA Date). I have some questions to ask you for
clarification.

Ask questions similar to the following:

- Did you request this change?

- Have you talked to anyons with XYZ company?

- Have you received any correspondence from XYZ company
concerning a change to your service?

Customer responds appropriately.

Rep: I will be happy to change you back to your previous carrier at no
charia to you. Mr./Mrs. Customer you have two cptions (only if
Carrier participates in Expedited PIC Switchback) available to

you.
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Expadited PIC Switchback where applicable

We can credit the previous PIC changa charge on your next
month’'s bill and bill X¥2 company appropriately.

or

We can initiate an investigation and request proof of
suthorization which will take approximataely six to eight weeks.
At the end of this time should X¥2 compan{ provide some type of
autherization, we will mail this information to you for
validation. Should you dispute the validity, we will credit you
the PIC change charge and blll XY2 comgany appropriately. 1If you
do not dispute the validity, we will bill you the PIC change
chargs that was waived when we changed you back to your previous
carrier.

Customer replies appropriately.

Rept Mr./Mrs. Customer we will issus an order due today to change you
back to your previous carrier. Is there anything else I can help

you with today?

Customer replies appropriately.

Rept Thank You £or calling BallSouth Egqual Access Service Center.
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Revised June 7, 1995
UNAUTHORIZED PIC SCRIPT

Following igs the script that is used today when a customer calls in
claiming an unauthorized change in their carrier for InterLATA calls:

Rep:1 BellSouth Egual Access Service Center, this is Jane Smith,
how may I help you?

Customer advises that he/she is subscribed to Carrier XYZ incorrectly.

Rept Mr./Mrs. Customer, I will be glad to assist you. What is your
name, area code and telephone number?

Customer raesponds appropriately.
(The Rep accesses the customer's record to verify the PIC).

Rept Mr./Mrs. Customer I have accessed your record. We show that an
order was placed on your behalf by XYZ company indicating service
was negotiated with them to handle your long distance calls
outside of the South Central/Southern Bell calling area on (PCA
Date). I have some guestions to ask you for clarification.

Ask guestions similar to the following:

- Did you request this change?

- Have you talked to anyone with XYZ company?

- Have you recelved any correspondence f£rom XYZ company
concerning a change to your service?

Customer responds appropriately.

Rep: I will be happy to change you back to your previous carrier at no
charge to you. Mr./Mrs. Customer you have two options (only if
Carrier participates in Bxpedited PIC Switchback) available to
you.
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Expedited PIC Switchback where applicable

We can credit the grevious PIC change charge on your next
month’s bill and bill XYZ company appropriately. :

Wa can initiate an investigation and reguest proof of
authorization which will take approximately six to eight weeks.
At the end of this time should XYZ company provide soma type of
authorization, we will mail this information to you for
validation. Should you dispute the validity, we will credit you
the PIC change charge and bill XYZ comgany appropriately. If you
do not dispute the validity, we will bill you the PIC change

charge that was waived when we changed you back to your previous
carrier.

Customer replies appropriately.

Rep:

Mr./Mrs. Customer we will issuve an order due today to change you

back to your previous carrier. 1Is there anything else I can help
you with today?

Customer replies appropriately.

Rep!

Thank You for calling BellSouth Equal Access Service Center.
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CUSTONER CONTACT SCRIPTS
INTRALATA ENVIRONNENT
0TS CALL EXAMPLES

CALL 4
0-Coin/NCN/Cellular
CUST: "I want to make a call, connect ma to XXX (a

participating OTS carrier).

Operator transfers ths call to the requested carrier and doas not
screen to determine if the call is anr intraLATA call.

0=

CUST: "I want to place a call to (Columbus, GA}."
OPER: "What is the number, plaase?"

CUST: (Provides number to an intraLATA point)

Operator completes the call.

CALL 6

0-

CUST: "Operator, I want to place a conference call."
OPER: "I'm sorry, you will need to call the conference

provider of your choice."

CUST: "OK, thanks."



OTS INTRA Page 2

CALL 14

[

CUsT: "What is XXX's (IC) access code?" (Carrier subscribes to
OTS.) .

OPERt *I'll be glad to transfer you to XXX. Just one momant."

Operator transfers to requested carrier.

CALL 15

0~

CuUsST: "Wwhat is carrier BRB's access code?" (Carrier does not

_ subsecribe to 0OTS.)

OPER1 "I'm sorry I do not have that information. Please
contact BBEB's customer service numbar for that
information."

CuUsT: "OK, thanks."

CALL 16

0+

cusT: “"This is a collect call, my name is Susie."

OPER? "Thank you."

Operator processes the collect call as usual. The number rings 5 - 6
times.

OPER1 "There 18 no answer. Please try your call later."
CUST: "try ancther number for me. 1It’s in New York."
OPER! "I'm sorry, that is not a Southern Bell call. Which

carrier would you like to use?"
CUST: "YYY." (Carrier subscribes to OTS.)

Oparator erases the first intraLATA number and connects the customer to
the requested carrier.
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CALL 18

0-

CUST: "I reached a wrong number calling XXX XXX XXXX{an
intralATA point). Can you give me credit?"

OFER} "I'm sorry you had trouble. 1'll give you credit if
gour call was placed through Southern Bell. Would you

ike to redial your call?"
CUST: "Yas, thanks."

If the customer indicates the call was placed by an QTS pnrticigating
carrier, offer to transfer to the carrier. 1If the customar indicates
the call was placed by a non~-participating OTS carrier, refer to tha
carrier’s customer service number,

CALL 19
0- COIN
CUSTs "I reached a wrong number calling XXX XXX XXXX(an
intraLATA call) and ths telephone kept my money."
OPER: "I'm sorry you had trouble. What company processed your
callz?”
CUSTs "Southern Bell."
OPER: "Thank you, I'll give you credit and reconnect your

call.”

Opgintor gives equivalent service (one minute credit) and places the
call.

If the customer indicates the call was placed by an OTS participating
carrier, offer to transfer to the carrier. If the customar indicates
the call was placed by non-participating OTS carrier, refer to the
carrier’s customer service number.

If the customer does not know what company placed the call, the
operator should provide one minute credit for the initial period and
process the call. The customer will be advised that Southern Bell is
providing this service.
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PRBESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATENENTS
CURRENT WORDING
OPERATOR SERVICES

OTS CALL EXAMPLES
CALL 1 (0-COIN)
OPERt “Southern Bell, may I help you?"

CusT: "I reached a wrong number calling 2120897-4783 and the phone did
not return my money." (If numbar is keyed IC will display.)

OPER: "I'm sorry, that is not a Southern Bell call. I will transfer
you to an operator who can assist you."

Entar IC + 288 + START + POS RLS
If AT&T does not suvbascribe to OTSt

OPERt "I'm sorry, that is not a Southern Bell call.
For assistance, please dial 102880.," 0

After customer acknowledges, press CA CALL and POS RLS.
Call 2 (0-)

OPER: "Southern Bell, may I help you?"

CUST: "I want to place a call to Seattle, Washington."

CPER: "I'm sorry, that is not a Southern Bell call. Which
interexchange Carrier would you like to use?"

CUST: "I would like to use XXX." (Customar selectz a non-participating
IC.)
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OPER: "l'm sorry, XXX does not iurticipata in our oparator transfer
service. Please contact them directly by calling their customer
service number."
CUST: "Do you have the number?"
OPER: "You may obtain the number from Directory Assistance (411)."
CUST: "Thank you."

CPER: "You're welcome." Press POS RLS.

Czll 3 (0-HOTEL)
OPER: "Southern Bell, may I help you?"

CUST: "I want to place a call to 313-643-7234." (If number i» Keyed IC
will display.)

OPER: "I'm sorry, that is not a Southarn Bell call. Which
Interexchange Carriar would you like to use?"

CUST: "I don't know."

OPER: "I can connect you to XXX, YYY, or CCC. Which would you praefer?”
(Operator must read all participating carriers on the list.)

CUsT: "Connect me to ¥YYY."

OPER: "Just a moment, I’‘ll connect you.”
Press IC + (IC code) + START + POS RLS.
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call 4 (0-COIN)
OPERt "Southern Bell, may I help you?"

CUST: "I want to maks a colloct call, connect me to XXX {an IC
carrier).

OPER: "What Area Code and number are you calling?®

CUST: "XXX=XXX=XXXX."

OPER:t "Enter XXX-XXX=-XXXX + ETART, (Call is IntralLATA.)

"Thig is a Southarn Bell call. I'll be glod to assist you. May I have
your name pleaspe?"

CUsSTs "Sandy Stone."

OPERs "Thank you." Complote the call as usual.

Call 5 (0-)
OPERs "Southern Bell, may I help you?"
CUST: "How much is a call to Now York?"

OPER: "I'm sorry, that is not a Southern Bsll call. Which
Interexchange Carrier would you like to use?”

CUSTs "X¥%X." (Customer selects participating carrier.)

OPER: "One moment please, I’ll be glad to transfer you." Press IC +
(IC code) + START POS RLS.

Call 6 (0~)

OPER: "Southern Bell, may I help you?"
CUSTs "Operator, I want to place a conference call."”

0§E§’ "I‘m porry, you will need to call the conference provider of your
choice."

CUST: "Thank you."
OPER: "You’'re welcome.” Press CA CALL and POS RLS.
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Call 7 (0-Screen 79 Cellular Mobilae)

OPER: "Southarn Bell, may I help you?"

CusST: "Connect me to CCC."
{Customer requests a carrier subscribed to OTS.)

OPER! "What area code and number are you calling?"
CUSTt "XXX=XXX-XXXX."
OPER! "Entar XXX=-XXX=XXXX + START. (IC displays.)

"One moment, I'll ba glad to trangfer you." Press IC + (IC code} +
START + P05 RLS.

Call &8 (Screan Coda 88)

OPERt “"Southern Bell, may I help you?"

CUST: "I reached a wrong number on a call to New Jersey. I deposited
$1.85, can you return my money?"

OPER: "I'm sorry, that is not a Southern Bell call. Please check the
instruction card on the telephone for information concerning how to
obtain a refund."”

CuUST: "There is no instruction card hera."

OPERs “I'm sorry, plemse dial "00" for further assistance."

CUST: "Thank you."

OPER: tYou're welcome." Press CA CALL and POS RLS.
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call 9 (0-)

OPERt “Southern Bell, may I help you?"

CUST: "I'm bhlind, can you assist me on a call to San Diego,
California?"

OPER: "I'm sorry, that is not a Southarn Bell call. Which
Interexchange Carriar would you like to use?"

CUST: "2IT2" (Carrier subscribes to OTS.)

OCPER: "One moment, please. I1'll be glad to transfer you." Press IC +
(IC code) + START + POS RLS.

Call 10 (0-)
OPER: "Southern Bell, may I help you?"
CUST: "I want to make a collect call to Mexico"

OPER: "I'm sorry, that is not a Southern Bell call. Wwhiech
Intareaxchange Carrier would you like to usae?"

CUST: "I don't know."
OPER1 "I can transfer you to XXX,¥YYY or CCC. Which do you prefer?”
CUST: "Connect me to the choapest one."

OPER: "I'm sorry, we do not have access to carrier rate information. I
can trangfer you to XXX,YYY or CCC., Which do you prefer?"

CUST: "Just connect me to the one you would use."

OPERt "I'm sorry, it will be necessary for you to selaect a carrier or
dial vo0." ‘

CUST: "I don’t know anything about carriers."
OPER: "Just one moment, I'll connect you to my supervisor."

Supervisor Note:

Advise the customer wa do not have access to carrier rate information
and it will be nacessary for him/her to select a carrier. If the
customer refuses to oselect a carrier, advige that you will be unable to
completa a transfer and refer the customer to “00,"
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Call 11 (0=Coin Ind)

OPER: "Southern DBeoll, may I help you?" _
CuUsT™ “what do I dial to make a calling card call to London, England?®

OPERt "I'm sorry, that is not a Southarn Bell call. Whilch
Interexchange Carrier would you like to use?"

CUST: "XXX." (Carrier subscribes to OTS.)
OPER! "One moment, please. I’'ll be glad to transfer you."
Pregs IC + (IC coda) + START + POS RLS.

call 12 (0-)

OPER: "Southarn Ball, may I help you?"
CUSTs "I was cut off on a call to Dallas, Texas.”

OPER1 "I'm norr{, that is not a Southern Bell call.
Which carrier did you usa to place your call?"

CUSTs "BBB." (Carriar does not subscribe to 07S8.)

OPER: "Pleagse call BBB’‘g customer service numbar for further
aspistance.”

cueTs “"Thank you.“
OPERt "You'ra walcome." Press CA CALL and POS RLS.
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Call 13 (0-)
OPER: "Southern Bell, may I help you?"
CUST: "(Customer crying, extremely upset.)

"My child has bean hurt and I'm trying to call my husband in
washington, DC. Pleage help me! Hurry!"

OPER: "I'm sorry that is not a Southern Bell call. Which carrier woulad
you like to use?"

CUST: "I don't care. This is an emergency!"

OPER: (Connect to first IC on list}.

"I will need to transfer you to another operator and my eguipment will
not allow ma to stay on the line., Please advise the other operator you
have an emergency."

CUST: "You're welcome. One moment, please.” Press IC + (IC code) +
START + POS RLS.

Call 14 (0-)

OPER: "Southern Bell, may I help you?"

CUST: "what is XXX's (IC) access code?" (Carrier subscribes to OTS.)
OPER: "I'll be glad to transfer you to XXX. Just one moment."

CusST: "Thank you.*"

OPER: "Have a good day." Press IC + (IC code) + START + POS RLS.
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Call 15 (0O+)

OPER: "Southern Bell, may I help you?" .
CUST: "This is a collect call, my name is Susie."

OEER: “"Thank you." Enter correct class charge Number rings five- gix
times.

CUST: "Try another number for me. 1It’s in New Orleans."

OPER: "I'm sorry, that is not a Southern Bell call. Wwhich
Interaxchange Carrier would you like to use?"

QUST: "YYY." (Carrier subscribes to OTS.)
OPER: "One moment, please. I'll be glad to transfer you.,"

Press CLD + START to erase the intralLATA number. Press IC + (IC code)
+ START + POS RLS.

Call 16 (0~-)

OPERt "Southern Bell, may I help you?"
CUST: "I need Directory Assistance in Dallas, Texas."

OPER: "I'm sorry, that is not a Scuthern Bell call. What carrier would
you like to use?"

CUST: "XXX." (Customer selects a nonparticipating carrier.)

OPER: "I'm sorry, XXX does not participate in our operator transfer
service. Please call their customer service number for assistance.

CUsST: "OK.*
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Background The attached information provides Contact

Personnel with various Questions and Answers

regarding l+ IntralATA Presubscription
filings.




Description

PIC

(Q1)

(Al)

(Q2)

(AZ)

Page 1

My customers have bean reading about 1+
IntralATA Presubscription in the papers.
What is it?

During the 4th quarter of this year,
Florida and Kentucky customers will have
a choice as to who carries their
IntralATA long distance calls.

Will this become available to all Florida
and Kentucky customars at the sama time?

No, implementation will begin in the 4th
Quarter of this year and must be
completed by December 31, 1997,

(Q1)

{Al)

(Q2)

(A2)

Does this mean there will be a PIC for
IntralATA and for IntarlATA.

Yes, customers will ba able to choose
their IntralATA carrier. BellSouth will
haxe a PIC coda to be used for IntralATA,
only.

Will we be able to promote BellSouth to
our customers?

This decision has not yet been made.
Several scenarios are being addressed and
Contact Personnel will be advised how to
handle the two PIC environment in the
next few months.
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Presubscription IntraLATA

Customer Contact Scripte
IntralATA Environment Wording

INTRALATA
CARRIERS/REPAIRS SERVICE INQUIRIES STATENENTS

When a request is received from a Carrier/Repair Service personnal for Toll
Restrictions information, the Contact Pergonnel will review the aubseribor's
records for thn Toll Restriction USOCs and provide the following answer!

Sgea, the subacriber has ordared a service for Toll Restriction®
"No, -tha subscriber’s line {s not Toll Regtricted."

If the Carrier/Repair pervica asks if a line io restricted for IintraliATA
service the Contact Perscnnel may use the following statement:

"Yaes, the subscriber has ordered a service that will restrict intralATa
calling."

OR

"No, the subscriber has not ordered a service that will restrict intralATA
calling.” 1If the Carrier/Repalr Service regquests any other information

concerning the subscriber's Toll Restriction service, it must be explained

Ehgt theiCnrrier/nepair Service mugt contact thae subscriber for additional
nformation.

NOTE:
The Contact Personnel must verify that the Carrier/Repalr Service personnel
making the request is the Carrier on the subscribar’s record.

OPTIONAL SERVICES
FULL DISCLOSURE STATEMENTS ARE REQUIRED IN CONNECTION WITH THE RECOMMENDATION
OR SALE OF ALL OPTIONAL SERVICES.

OPTIONAL SERVICES ARE DEFINED AS ANYTHING BEYOND THE ACCESS LINE, CALC AND
OTHER APPLICABLE MANDATORY CHARGES. '

WHILE CALLING CARDS HAVE NO MONTHLY RATE OR CONNECTION CHARGE, THEY MUST BE
NEsgﬁégTED WITH THE CUSTOMER AND THE APPLICABLE POINTS OF FULL DISCLOSURE
Co N

CONTACT PERSONNEL MUST)
1) Clearly communicate to customars the optional nature of each opticnal
service that is recommanded ordared.
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z)dPro;ido a clear dascription of each cptional service recommended or
ordered.
3) Provida the rate charged for each optional service racommended or ordered.
4) Make sure the customer understands that optional services are not reguired
to obtain bagic telephone servica. .
5) Nake sure the customar understands that cpticnal sarvices can be cantelsl
at any time without a cancellation charge. .
6) (SERVICE PLANS ONLY) Advise thare are exclusions which will be detailed on
the first bill. Covar the exclusions if reguested by tha customer.

«THESE PROCEDURES APPLY IN ADDITION TO ANY REQUIRENENTS MANDATED IN YOQUR
STATE.

wrhww

There's a lim?lo solution to meeting these guidelines:

- Ba straightforward and totally honast with every customer
= Promise only what you can honastly deliver

OPENING STATRENENT
“Nr. Customer, we have a Service Plan which provides for cur determining
whather a telephone service problem is with your inside wiring or jacks or
with and individual set. The Service Plan provides for Southarn Ball/South
Central Ball to maintain or repair all inside telephone wiring asgsociated with
basic sarvices excluding dnmaga caused by fire, acts of God, riots, acts ol
war, gross negligence, willful damage, vandalism or wire not messting Southern
Bell's/South Central Bell‘'s technical standards or installation guidelines.
The Service Plan does not cover repair of tnloghonn equipmant. The plan is
ogtional. You may choose to maintain the inside wiring and jacks yoursalf.
g e chagae for the plan is § a month. Would you like me to order the Plan
or you

CLOSING STATEMENT

"Thank you for subscribing to the Service Plan. You will receive on your
talephone bill a statement outlining the terms and conditions of the Service
Plan, Please review the statement and if you agrea to such terms and
conditions, then pay the charge. Payment will indicate your acceptance of ths
terms and conditions for the Service Plan.”
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INTERLATA PRESUBSCRIPTION

NETWORK

CARRIERS/REPAIRS SERVICE INQUIRIES STATEMENTS

When a request is received from a Carrier/Repalr Service personnel for Toll
Restrictions information, the Contact Personnel will review the subscriber’'s
records for the Toll Restriction USOC's and provide the following answert

"Yes, the subscriber has ordered a service for Toll Restriction” OR "lNu, the
subscriber’s lina is not Toll Restricted."

If the Carricu/Repair service asks if a line is restricted for interLATA
service the Contact Personnel may use tha following statement:

"Yes, the subscriber has orderead o service that will restrict interLATA
calling." OR "No, the subscribsr has not ordered a service that will restrict
interLATA calling.” If the Carrier/Repair Service reguests any other
informatlion concerning the subscriber’s Toll Restriction service, it must be
explained that the Carrier/Repair Service must contact the subscriper for
additional information.

NOTE:
The Contact Perscnnel must verify that the Carrier/Repair Service
personnel making the request is the Carrier on the subscriber’s record.

OPTIONAL SERVICES

FULL DISCLOSURE S5TATEMENTS ARE REQUIRED IN CONNECTION WITH THE RECOMMENDATION
OR SALE OF ALL OPTIONAL SERVICES.

OPTIONAL SERVICES ARE DEFINED AS ANYTHING BEYOND THE ACCESS LINE, CALC AND
OTHER APPLICAEBLE MANDATORY CHARGES.

WHILE CALLING CARDS HAVE NO MONTHLY RATE OR CONNECTION CHARGE, THEY MUST BE
NEGOTIATED WITH THE CUSTOMER AND THE APPLICABLE POINTS OF FULL DISCLOSURE
COVERED.

CONTACT PERSONNEL MUST:

1) Clearly communicate to customers the optional nature of each optional
servica that is recommended ordered.

Z)dProvided a clear description of each optional service recommended or
ordered.
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3) Provide the rate charged for each optional service recommended or ordered.
4) Make sure the customer understands that cptional services are not resguired
to obtain basic telephone service.

5) Make sure the customer understands that optional services can be canceled
at any time without a cancellation charge. .

6) (SERVICE PLANS ONLY) Advise there are exclusions which will be detailed on
the first bill. Cover the exclusions if requested by the customer.

«THESE PROCEDURES APPLY IN ADDITION TO ANY REQUIREMENTS MANDATED IN YOUR
STATE.

W W v ok W

There’s a simple solution to meeting these quidelines:

- Be straightforward and totally honest with every customer
- Promise only what you can honestly deliver

—

OPENING STATEMENT

"Mr, Customer we have a Service Plan which provides for our determining
whether a telephone service problem is with your inside wiring or jacks or
with and individual set. The Service Plan provides for Southern Bell/South
Central Bell to maintain or repair all inside telephone wiring associated with
basic services excluding damage caused by fire, acts of God, riots, acts of
war, gross negligence, willful damage, vandalism or wire not meeting Southern
Bell’s/South Central Bell'’s technical standards or installation guidelines.
The Service Plan does not cover repair of telephone equipment. The plan is
optional. You may choose to maintain the inside wiring and jacks yourself.
? - chazge for the plan is $ a month. Would you like me to order the Plan
or you?"

CLOSING STATEMENT

"Thank you for subscribing to the Service Plan. You will receive on your
telephone bill a statement cutline the terms and conditions of the Service
Plan. Please review the statement and if {ou agree to such terms and
conditions, then pay the charge payment will indicate your acceptance of the
terms and conditions for the Service Plan."



